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BACKGROUND

FASTEF. THAN & SPEEDING 1040-EE . . . DIAR 22, 2002 (24 DAYS UHTIL APFIL 15TH)..

[ Text Only Version ]

IRS Hiring Hundreds Mow!
Explore IRS Careers at owr
IR Career Site!

Retivement & 401(k) Plan
Alert - ActNow!

Tax Tall Today
Wehcast: 1/22/02, 2pm ET

The IRS Agent You Mever
Want To Meet

NEWS FOR YOU 2002

Loolang to get a head start on vour taxes? The IE=
offers a sneak peal at some of the changes underway
with "Mews for Tou 2002."

Order your 2001 Tax
Products CD-ROM ioday!

This practical gmde prowvides new mformation that
tazpayers, tax practiioners and businesses need for

» The Digital Daily was initially designed to look
like a newspaper.

* Used to disseminate tax forms, instructions,
publications and other tax information to the
public.

» The Digital Daily had limited functionality, and
there were “issues” involving the search engine.

e From 1993 — 2002, three groups supported The
Digital Daily:
— From 1993 — June 2001 the IRS website was
managed by the IRS’s Media & Pubs division.

— From 1993 — June 2001 the Hosting and Help
Desk staffing was supported by National
Technical Information Service (NTIS), a self-
supporting agency of the U.S. Dept. of
Commerce, Technology Administration.

— From June 2001 — Present, the IRS website was
managed by the IRS’s Electronic Tax
Administration.

 OnJan 28, 2002 the IRS launched a modernized
site on a new platform.



IRS.gov Release 2.0

In March, October and November of 2004, the IRS.gov website
underwent three Usability Enhancements, making up Release 2.0

Internal Revenue Service IRS.gov

/7 DEPARTMENT OF THE TREASURY
Removed

02.05.2005

: Dlg Ital Dal Iy" - I rs keyword: ||
logo from
masthead | August 15 Extension Deadline Approaching P C h anged fo nt

Search for...

within: S0, backin the spring you filed an extension. Mow, the dog days of
IRS Site v August — and the extension deadline — are fast approaching. Be

cool — use IRS e-file to file your return today. fro m g rey to
Advanced Search

Placed / ﬁulaearchin / bIaCk
“Advanced e sumrer 2 s

Some traditional summer events — weddings, summer jobs, day
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Electronic payment options.
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Issues

 However, the online ACSI survey identified
several issues with Release 2.0 of IRS.gov

* For example,
— Navigation was confusing some visitors
— Search Engine had several deficiencies

* |n addition, IRS wanted to provide visitors with
new functionality — portlets.



IRS vs. Gov't and ForeSee Benchmarks

 The IRS scores show ample room for improvement compared to the e-Gov and FSR benchmarks
scores, especially for Navigation and Search.

IRS ACSI Scores vs. Gov't and FSR Benchmarks
Oct 1, 2005 - Nov 15, 2005
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Note the Impact Associated with Search Problems

IRS Segment Satisfaction Summary
Used Search & Found Info vs. Used Search & No Info Found
July 1, 2003 - September 30, 2003

Used RIEIRETS . :
Search & EE-ALIATS Breieat LA Ced Se:frci I Used Search & Found Info
200y Find Info Inf Not find o
Elements Score Score Customer Safisfaction | Customer Satisfaction Future Behaviors ~ Score
Content 5 51 31) Retun 04
Functionalty 87 33 - Recommend 0
Image 88 51 Primary Resource 86
Look and Fezl 84 43
Nasigation no| o a
Prvacy 88 62 Future Behaviors ~ Score
Search R | 3% Refurn 53
Site Performance 88 66 Recommend 43
Task/ Transactions th) 40 Primary Resource 43




After the Nov 16, 2005 launch of the new IRS.gov website, ALL of the ACSI scores increased.

There was only a minimal “relaunch effect.”

N Score

IRS vs. Gov't and FSR Benchmarks
November 16, 2005 - December 31, 2005
(Redesigned Website Was Launched on Nov 16, 2005)
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BUSINESSES

CHARITIES & NON-PROFITS

GOVERNMENT ENTITIES | TAX PROFESSIONALS

Site Map | Es

Search Tips

RETIREMENT PLANS COMMUNITY | TAX EXEMPT BOND COMMUNITY

finl | Help

KeynordfSearch Terms m

Upgraded
Search
functionality

Most Requested Forms and
Publications
1. Form -4
Form 26288
Form Wy-9
Form 1040
Form S5-4

oAl g S [

Mare Forms and Publications

Online Tools

m 1040 Central: Find what. ..
1040 Central has the...

= Where's My Refund?
Check on your refund...

W -2~ file
Dnline options -- fast,...
=  EFTPS’

Electranic payment options.

Mare Online Tools

Helping Hurricane Katrina Vietims
The Internal Revenue Service is working to
provide appropriate relief and assistance to the
victims of Hurricane Katrina and infarmation to
their...

Hurricane

AUTna

IRS and DO Unveil Largest Tax Fraud Case

IR-2005-83 Aug. 29, 2005 — KPMG LLP (KPMG) has admitted
to criminal wrongdoing and agreed to...

Where's My Refund?

Get the lowdown on your refund now. Secure access anytime
from amawhere. What a deall

Free File Still Going Strong
Your link to Gnline Filing -- Freel

Information About

s Contracting Opporunities m PMEewsroom

m Careers m Tax Stats

m Freguently Asked Questions = Taxpayer Advocacy

| need to...
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ect Onex
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— “| need to...”
drop down
provides
quick access
to frequently
used actions

» Starting 3 business?
* ok
Questions?
We have answars!

» Starting 3 business?
& d
Questions?
We have answars!

_- IRS Ads
highlight new
and important
content

—

I Accessibility | FirstGov.gov | Freedom of Information Act | Important Links | RS Privacy Policy | LS. Treasury

— Redesigned

footer



New utility
navigation
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Site Map | E:

ol | Help

KeymardfSearch Terms -

Advanced Search Search Tips

Redesigned
role-based main

navigation

. /
New Tool Tips

provide button

BUSINESSES | CHARITIES & NON-PROFITS | GOVERNMENT ENTITIES | TAX PROFESSIONALS | RETIREMENT PLANS COMMUNITY | TAX EXEMPT BOND COMMUNITY

Seniors & Retirees and Students
2. Form 2638

3. Form -9
4. Form 1040
g, Form 53-4

Mare Forms and Publications

explanations

! Information For Individuals, Emplovees, Farmers,
International Taxpayers, Milikary, Parents, Self-Emploved,

for easier,
more accurate
navigation

Online Tools —
highlight useful
taxpayer

Online Tools

m 1040 Central: Find what. ..
1040 Central has the...

= Where's My Refund?
Check on your refund...

N -2 ~file

Dnline options -- fast,...

= EFTPS’

Mare Online Tools

Information About

Electronic payment options.

applications

Accessibility | FirstGov.gov | Freedom of Information Act | Important Links | RS Privacy Policy | LS. Treasury

| need to...
I <Select One=

Elping Hurricane Katrina Vietims
Internal Revenue Service is warking to
vide appropriate relief and assistance to the
victims of Hurricane Katrina and infarmation to
their...

=] &0

IRS and DO Unveil Largest Tax Fraud Case
IR-2005-83, Aug. 29, 2005 — KPMG LLP (KPMG) has admitted
to criminal wrongdoing and agreed to...

Where's My Refund?
Get the lowdown on your refund now. Secure access anytime
from amawhere. What a deall

Free File Still Going Strong
Your link to Gnline Filing -- Freel

» Srﬂrbng a business?
L

Queslmns?
Wi have answars!

m Mewsroom
m Tax Stats
m Taxpaver Advocacy

s Contracting Opporunities

» S:srbng a business?
L

Queslmns?
Wi have answars!

m Careers
m Freguently Asked Questions

Fresh, clean design is patriotic and reduces site “clutter”



User on Individuals Landing Page

Main
navigation

" - -
$@ Internal Revenue Service

United States Department of the Treasury

Home | Contact IES | About|RS | Site Map | E

FeywwardfSearch Terms

! earch Search Tips

features a
“tabbed” —
approach with

INDIVIDUALS | BUSINESSES | CHARITIES & NON-PROFITS | GOVERNMENT ENTITIES

TAX PROFESSIONALS | RETIREMENT PLANS COMMUNITY | TAX EXEMPT BOND COMMUNITY

Employees | Farmers | International Taxpayers | Militany

| FParentz | Sel-Employed | Seniors & REetirees | Students

links to
second level
content

IRS Resources

m Compliance & Enforcemert
m Contact by L ocal Office

m g-file

m Formes and Publications

m Freguently Azked Questions

m [ews
m Taxpayer Advocacy
m Where To File

Tax Information for Individuals

IRS Withholding Calculator

1040 Central
What's new far this filing season.

Where's My Refund?
Get the lowdown on your refund now. Secure access
anytime from anywhere, What a deall

Did you know that there are events in life that may
have a significant tax impact?

Mary times we experience significant life events that
have a tax impact tool This page is designed to help
vou while explaining to taxpayers the tax impact of
these events.

This easy-to-use calculator can helpyou figure your Federal income tax withhaolding sao yvour
employer can withhold the carrect amount from your pay. This is pariculark helpful if you've
had too much or too little withheld in the past, wvour situation has changed, oryou are staring

a new joh.

Meed a Copy of Your Tax Return Information?

You have two easy and convenient options for getting copies of vour federal tax return
information -- tax return transcripts and tax account transcripts -- by phone ar by mail.
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Upgrade Verity Ultraseek version

Enable advanced features, I.e., in-document and hit
highlighting, passage-based summaries

Implement usability best practices and recommendations,
e.g., single search field, single advanced search page,
better integrated Quick Links design

Convert Keywords to Quick Links

Provide relevancy consistent with current search
Implementation

11



New Search Features

- . Contact IRS | About IRS ap | Espanal | Help

3&;@ Internal Revenue Setrvice

United States Department of the Tt 7
Advanced Search Ti

Ability to
| INDIVIDUALS | BUSINESSES | CHARITIES & NON-PROFITS | GOVERNMENT ENTITIES | TAX PROFESSIONALS | RETIREMENT PLANS COMMUNITY | TAX EXEMPT BOND OOMMUMIT\"J /

Search Results perform neW

'RCS Rel_“”rze;f t RAeres searen h
= Compliance & Enforcemen Bearch Tips

m Contact My Local Ofice O Hew search . SearC Or: .

= Farms and Publications SearCh Wlthln
® Frequently Asked Questions

m MNews ‘fou Searched for: free file Summaties: Show | Hide resu ItS
= Taxpayer Advocacy 631 results found, top 500 displayed

= Yihere To File

m e-file (%) Search within Results

Sort hy: Relevance | Date Results: 1-10 P

N eW Qu ICk I > Free Internet Fili‘ng Options

You're one step away from seeing if you gualify for a company's FREE]
. . I online income tax preparation and e-filing.
ree File S5till Available; Innovative Process | eads to Record Year - I I l
...year, several companies are offering free software and free e-filing to all esw Ll | n OCU e n

taxpavers ... simple way for peaple to file their t: S

taxpaver. Free File is another example of ... _ _ / hl hII htln Wlth
hito e, irs gove newsroomyarticies 0, id=1 37 663,01 fr‘ Mew this document with your search

termi’s) highlighted.

Free File Tops Last Year's Total | TOOl TI S
... of tax software manufacturers offer free services through Free File, which is L ar05
available at ... offer free services through Free File, which is available at IRS .gov. e

e o _ Highlight Temiz)
Free File is inits third ..
P aS S ag e - b aS e d it e s gow newsroomyarticied O, id=1 3705500 htmi- 17 TKB
- Free File Online Surve
summaries i - o1
who use free file. Free Filers will be asked by the free file provider if they are

h : : ; ighlight Temis
'I hitpcdaa irs.gowdprivacyarticled 0, id=1245824,00 htmi- 24.0KB

.. The Free File vWeb page (1S5 e Free File Alllance memiers an
should take the fallowing steps: ... The Free File Web Page Tl i
page lists the Free File Alliance members and their free serviles. YWhen ...
hito:Awww irs. gow newsroomyarticies 0, id=106987,00 Al - 15.98B

aer Adobe b
Reader: Results: 1-10 p

File Format Descriptions

e —.=— = Hit highlighting

Hi

Acces sibility | FirstGovgov | Freedom of Information Act| Important Links | IRS Privacy Policy | LS. Treasury
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In-Document Highlighting

Employer ID Numbers {EINs)

Upgraded engine _I ot T Employr (), 1D ik, Namors | rct) EW 19 k)
allows for single

and multi-term
gueries

(®) Highligkt all Terms
O Highlight Gnly One Term: Emplover, I, Mumbers, Elrl

Turn Off Highlighting | Backto Search Resulis See Search Tips for More Information on In-Document Highlighting

ol | Help

T o
¥ Internal Revenue Service
United States Department of the Treasury

| INDIVIDUALS | BUSINESSES |{:HAHJTIE'E & NON-PROFITS | GOVERNMENT ENTITIES |TA}( PROFESSIONALS | RETIREMENT PLANS COMMUNITY | TAX, EXEMPT BOND G{IMMUNIT‘I"J
User can choose

to highlight a
single search

Employer ID Numbers (EIN»s)

=Select One=

also known as a federal tax identification

<AEmployerkldentification Mumber SEIN® i
» » _ ) L Generally, businesses need an<EMe Y0u

Small Business/Self-Employed may apply for an<4EINKin various ways, and now you may apply online. You must check
term or a” ter' ns Topics with your state to make sure you need a state number or charter,

= Campliance & Enfarcement u [0 You Meed andEIHB?

m Parteners & Stakeholders u Do ou Meed g Mew-aEM#?

= Electronic Senices = How to Apply for an 4EINK

T S Wil it Take 1o Get a Wumber?
el el Ll » 4EINb- 1o E-Health Transactions
LESIEIET N . nding Four4EINe (PDF)

. . = fore Topics..
H I g h I I g h te d = ) Mofa: You may noffransfor vaLrAEINRT vau self or ofherwise fransfor your business. The
new business owner and operalor may nol Use your4EiNm:

IRS Resources

terms are SO — : Change of Ownership or Structure
DO e B B VI LA Generally, businesses need a new-<E(MNPwhen their ownership or structure has changed.

naVl able m Contact My Local Office Refer to "Do You Reed a NewEINB?" to determine if this applies to your business.
g m p-file

= Forms and Fublications

<EINP for Electronic Health Transactions

: You may need a National Standard 4Employer Identifier (NSEI) faryour electronic
= Frequently Asked Questions health transactions. Refer to MSE| frequently asked questions for assistance.

u [ews

= Taupayer Advocacy
myWhere Ta File
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